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DETAILED ACTION 

Information Disclosure Statement 

1 . The information disclosure statements (IDS) submitted on July 10, 2007, 
February 28, 2007, June 22, 2004 and May 24, 2004 were filed after the filing date of 
the instant application on March 31 , 2004. The submission is in compliance with the 
provisions of 37 CFR 1.97. Accordingly, the IDSs are being considered by the 
examiner, and the preliminary result about these patents, patent publications and non 
patent literature documents (about 214 patents/publications and 33 NPL documents) 
showed that a number of these documents are interesting but irrelevant subjects or 
completely not pertinent to the claims in this instant application (e.g., in IDS filed 
February 28, 2007, document numbers 2003-0144959 is a U.S. patent publication about 
password to access storage devices, etc.,). 

Drawings 

1 . The drawings are objected to because Fig. 2 block number 232 has a wrong 
label, the word "Determing" should be changed to "Determining". Corrected drawing 
sheets in compliance with 37 CFR 1.121(d) are required in reply to the Office action to 
avoid abandonment of the application. Any amended replacement drawing sheet should 
include all of the figures appearing on the immediate prior version of the sheet, even if 
only one figure is being amended. The figure or figure number of an amended drawing 
should not be labeled as "amended." If a drawing figure is to be canceled, the 
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appropriate figure must be removed from the replacement sheet, and where necessary, 
the remaining figures must be renumbered and appropriate changes made to the brief 
description of the several views of the drawings for consistency. Additional replacement 
sheets may be necessary to show the renumbering of the remaining figures. Each 
drawing sheet submitted after the filing date of an application must be labeled in the top 
margin as either "Replacement Sheet" or "New Sheet" pursuant to 37 CFR 1 .121(d). If 
the changes are not accepted by the examiner, the applicant will be notified and 
informed of any required corrective action in the next Office action. The objection to the 
drawings will not be held in abeyance. 



Abstract 

2. Applicant is 1 reminded of the proper language and format for an abstract of the 
disclosure. 

The abstract should be in narrative form and generally limited to a single 
paragraph on a separate sheet within the range of 50 to 1 50 words. It is important that 
the abstract not exceed 150 words in length since the space provided for the abstract 
on the computer tape used by the printer is limited. The form and legal phraseology 
often used in patent claims, such as "means" and "said," should be avoided. The 
abstract should describe the disclosure sufficiently to assist readers in deciding whether 
there is a need for consulting the full patent text for details. 

The language should be clear and concise and should not repeat information 
given in the title. It should avoid using phrases which can be implied, such as, "The 
disclosure concerns," "The disclosure defined by this invention," "The disclosure 
describes," etc. 

Applicant 's abstract is included the reference numbers of the drawing and that 
does not comply with the guidelines MPEP 601.01(b) (i.e., Extensive mechanical and 
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design details of apparatus should not be given). The abstract also contained form and 
legal phraseology often used in patent claims (the word "comprising"). 

Title 

3. The title of the invention is not descriptive. A new title is required that is clearly 
indicative of the invention to which the claims are directed. 

The following title is suggested: Method and system for tracking service 
transactions in a contact center. 

Claim Objections 

4. Claim 27 is objected to because of the following informalities: In (i), the word 
"toanother" should be changed to "to another". Appropriate correction is required. 

Claim Rejections - 35 USC § 102 

5. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 
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6. Claims 1-10, 12-24, and 26-38 are rejected under 35 U.S.C. 102(e) as being 
anticipated by Hodson et al. (U.S. Pub. 2005/0021 529 A1 ). 

Regarding claims 1,12, and 16, Hodson et al. teach the methods and a logic 
circuit (Fig. 1-10, i.e., tracking and reporting system, paragraph [0010] - lines 1-2) 
operable to perform the steps for operating a contact center, the contact center 
including a plurality of agents to service a plurality of contacts (Fig. 1 - 12-14, i.e., 
clients "contacts", Fig. 1 - 20-22, i.e., agents) comprising: 

(a) tracking, for a set of the plurality of agents over a selected time period (Fig. 1 
- 52, i.e., available agents list, paragraph [0026] - lines 3-5), a number of contacts 
serviced by the set of agents that are and/or are not related to one or more other 
contacts serviced by the plurality of agents (Fig. 1 - 58, i.e., transaction "contacts" 
list, paragraph [0022] - lines 3-5); and 

(b) maintaining, for the set of agents, an indicator indicating at least one of (i) a 
number of contacts, serviced by the set of agents during the selected time period, that 
are not related to one or more other contacts serviced by one or more of the plurality of 
agents and (Fig. 1 - 58, i.e., transaction "contacts" list, paragraph [0022] - lines 5- 

7, i.e., identifier of client "contact" and the agent handling the transaction 
"contact serviced") (ii) a number of contacts, serviced by the set of agents during the 
selected time period, that are related to one or more other contacts serviced by the 
plurality of agents (Fig. 1 - 58, i.e., transaction "contacts" list, paragraph [0022] - 
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lines 5-7, i.e., identifier " Re" for transactions with the same clients "contacts that 
are related" - Fig. 1 - 12-14, i.e., clients "contacts"). 

Regarding claims 2, and 17, Hodson et al. teach the method further comprising: 

(c) when a first and/or second contact of a first customer is serviced by the set of 
agents/an agent, receiving from the servicing agent a subject matter identifier indicating 
a purpose of the serviced contact or first contact (paragraph [0040] - lines 3-5, i.e., 
servicing agents 20-22 provide contact "transaction" identification); and 

(d) when a later second/third contact is received from the first customer, 
comparing a second subject matter identifier associated with the second/third contact 
with the first subject matter identifier to determine whether the first and/or second and 
third contacts are related (paragraph [0040] - lines 5-8, i.e., subject matter identifier 
"Re" is used to identify contacts are related). 

Regarding claims 3, 18 and 32, Hodson et al. teach the contact center and the 
method wherein, when the first and second identifiers are similar, the first and/or second 
and third contacts are deemed to be related (Fig. 1-12-14 (clients) - paragraph 
[0024], i.e., similar identifier for first, second and third (client 12 = first, client 13 = 
second, client 14 = third) for previously transactions (contacts) and new 
transactions (contacts) are deemed to be related and may assign to the same, 
previously assigned agents). 



Application/Control Number: 10/815,534 Page 7 

Art Unit: 2609 

Regarding claims 4, 19 and 33, Hodson et al. teach the contact center and the 
method wherein, when two contacts are received from the same customer during a 
predetermined period of time, the two contacts are deemed to be related (paragraph 
[0040] -lines 10-13, i.e., contact on a first subject and upon completion changes 
the subject to address a second subject from the same customer). 

Regarding claims 5, 20 and 34, Hodson et al. teach the contact center and the 
method further comprising: 

monitoring a set of communications between a servicing agent in the set of 
agents and a customer during servicing of a contact (Fig. 1-42 transaction (contact) 
processor - paragraph [0031] - lines 1-3, i.e., identify and track interchanges 
between customers and agents); and 

based on the set of communications, determining that the contact is related to 
another contact or a previous contact from the same customer (paragraph [0024] - 
lines 2-3, i.e., identifiers in transaction (contact) list indicated customer are 
previously served), paragraph [0040] - lines 3-8, i.e., identifier "Re" to 
differentiate among transactions (contacts) with the same customer "client"). 

Regarding claims 6, 21 and 35, Hodson et al. teach the contact center and the 
method wherein the monitoring step comprises: 

analyzing the set of communications for at least one selected word and wherein 
in the determining step, the presence of the at least one selected word means that the 
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contact is related to another contact or the previous contact (paragraph [0033] - lines 
12-15, i.e., voice recognition to determine the word content, and paragraph [0040] 
- lines 9-13, i.e., word content is used to differentiate the contacts (related to 
another contact or previous contact)). 

Regarding claim 7, Hodson et al. teach the method wherein each agent in the set 
has a corresponding indicator and further comprising: 

(c) receiving a contact to be serviced by one of the plurality of agents (paragraph 
[0021] - lines 1-4, i.e., a message to be transmitted from client's terminal 
(receiving a contact)); 

(d) . retrieving agent profiles for the set of agents (paragraph [0021] - lines 8-12, 
i.e., identifies and selects an agent (retrieving agent profiles)); and 

(e) assigning one of the set of agents to service the contact based, at least in 
part, on a comparison of the indicators corresponding to the agents in the set (Fig. 1 - 
50 agent selection application - paragraph [0021] - lines 8-12, i.e., processes the 
messages (contacts) and identifies and selects an agent to handle the message 
(contact)). 

Regarding claims 8, 23 and 37, Hodson et al. teach the method and the contact 
center wherein the indicator indicates a number of contacts, serviced by the set of 
agents/or by the corresponding agent during the selected time period, that are not 
related to another contact/or to previous contact serviced by one or more of the plurality 
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of agents (paragraph 0023] - lines 1-7, i.e., different subject matter transactions 
(contact that are not related to another contact/or to previous contact) may be 
assigned to different agents). 

Regarding claims 9, 24 and 38, Hodson et al. teach the method and the contact 
center 9. The method of claim 1 , wherein the indicator indicates a number of contacts, 
serviced by the set of agents/or by the corresponding agent during the selected time 
period, that are related to another contact/or to a previous contact serviced by one or 
more of the plurality of agents (paragraph [0024] - lines 1-6, i.e., new transactions 
(contacts) that are related to another contact or previous contact (already being 
served by previously assigned agents)). 

Regarding claim 10, Hodson et al. teach the method wherein the set of agents 
comprises one or more agents in the plurality of agents (Fig. 1 - 20-22 (three agents)), 
wherein the related contact is a prior contact (Fig. 1 -58 transactions list - paragraph 
[0022] - lines 7-10, i.e., subject matter identifier (e.g., the "Re" line in e-mail) is 
used to differentiate among transactions with the same customer (related contact 
"transaction" is a prior contact)), and wherein the membership of the set of agents is 
defined by skill (Fig. 1-52 (AAL) Available Agents List - paragraph [0026] - lines 
3-5, and paragraph [0047] - lines 11-14, i.e., successful and less successful 
agents). 
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Regarding claims 13 and 26, Hodson et al. teach a logic circuit and a method for 
servicing contacts in a contact center, comprising: 

(a) at least one of receiving a first contact from and initiating a second contact 
with a first customer (Fig. 1-42 (TP) Transaction "Contact" Processor - paragraph 
[0031] - lines 1-3), i.e., interchanges between client 12 (first customer) and agent); 

(b) determining whether the first and/or second contact is related to another 
contact with the first customer (Fig. 1-58 (TL) Transactions "Contact" List - 
paragraph [0022] - lines 3-10, i.e., subject matter identifier is included to 
differentiate among transactions "contacts" with the same client 12 (first 
customer)); and 

(c) when the first and/or second contact is related to another contact with the first 
customer, servicing the contact differently (Fig. 1-50 (ASA) Agent Selection 
Application - paragraph [0024] - lines 1-6, i.e., related transaction "contact" is 
assigned to the same previously assigned agent) than when the first and/or second 
contact is unrelated to another contact with the first customer (Fig. 1-50 (ASA) Agent 
Selection Application - paragraph [0023] - lines 1-7, i.e., different subject matter 
transaction (unrelated contact) of the client 12 (first customer) may be assigned 
to different agent). 

Regarding claims 14 and 28, Hodson et al. teach the method further comprising, 
and the contact center wherein the selector is further operable to: 
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tagging the first and/or second contact/received contact with a number of related 
previous contacts with the first customer (paragraph [0040] - lines 1-3, i.e., tagged 
each continuing message as belonging to a particular transaction (contact), and 
paragraph [0041] - lines 1-2). 

Regarding claim 15, Hodson et al. teach the method wherein the servicing step 
comprises: 

when the first and/or second contact is related to a previous contact with the first 
customer, at least one of (i) recording the first and/or second contact interaction to form 
a transcript of the interaction, (ii) forwarding the first and/or second contact to a first 
agent having a first skill, and (iii) activating quality monitoring (Fig. 1-42 (TP) 
Transaction "Contact" Processor - paragraph [0031] - lines 1-6, i.e., transaction 
(contact) file is opened to track time and agent effort to address client (customer) 
concerns); and 

when the first and/or second contact is unrelated to a previous contact with the 
first customer, not performing the at least one of (i) recording the first and/or second 
contact interaction to form a transcript of the interaction, (ii) forwarding the first and/or 
second contact to a first agent having a first skill, and (iii) activating quality monitoring 
(Fig. 1-42 (TP) Transaction "Contact" Processor - paragraph [0031] - lines 1-6, 
i.e., transaction (contact) file is opened to track time and agent effort to address 
client (customer) concerns but does not forwarding the file to the agent). 



Application/Control Number: 10/815,534 Page 12 

Art Unit: 2609 

Regarding claim 22, Hodson et al. teach the method further comprising: 

(e) receiving a third contact from a second customer to be serviced by one of the 
plurality of agents (Fig. 1-58 transaction (contact) list - paragraph [0024] - lines 1- 
3, i.e., third contact in contact (transaction) list from a second customer (client 
13)); 

(f) retrieving agent profiles for a selected subset of the plurality of agents (Fig. 1 

- 50 agent selection application - paragraph [0024] - lines 1-3, i.e., transaction list 
(includes part of agent profiles), paragraph [0022] - lines 5-7)), and 

(g) assigning one of the subset of agents to service the third contact based, at 
least in part, on a comparison of the indicators corresponding to the agents in the 
subset (Fig. 1-50 agent selection application - paragraph [0024] - lines 4-6, i.e., 
assigned third contact (new transaction) to the same previous assigned agent 
(subset of agents)). 

Regarding claim 27, Hodson et al. teach a contact center for servicing contacts, 
comprising: 

(a) an input operable to receive a contact from a first customer (Fig. 1-42 (TP) 
Transaction "Contact" Processor - paragraph [0031] - lines 1-3), i.e., 
interchanges between client 12 (first customer) and agent); and 

(b) a selector operable (i) to determine whether the received contact is related 
toanother contact with the first customer (Fig. 1-58 (TL) Transactions "Contact" List 

- paragraph [0022] - lines 3-10, i.e., subject matter identifier is included to 
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differentiate among transactions "contacts" with the same client 12 (first 
customer)) and (ii) when the received contact is related to another contact with the first 
customer, to service the received contact differently (Fig. 1-50 (ASA) Agent 
Selection Application - paragraph [0024] - lines 1-6, i.e., related transaction 
"contact" is assigned to the same previously assigned agent) than when the 
received contact is unrelated to another contact with the first customer (Fig. 1-50 
(ASA) Agent Selection Application - paragraph [0023] - lines 1-7, i.e., different 
subject matter transaction (unrelated contact) of the client 12 (first customer) may 
be assigned to different agent). 

Regarding claim 29, Hodson et al. teach the contact center wherein the selector, 
when the received contact is related to a previous contact with the first customer, at 
least one of (i) records the received contact interaction to form a transcript of the 
interaction, (ii) forwards the received contact to a first agent having a first skill, and (iii) 
activates quality monitoring (Fig. 1-42 (TP) Transaction "Contact" Processor - 
paragraph [0031] - lines 1-6, i.e., transaction (contact) file is opened to track time 
and agent effort to address client (customer) concerns) and, when the received 
contact is unrelated to a previous contact with the first customer, does not at least one 
of (i) record the received contact interaction to form a transcript of the interaction, (ii) 
forward the received contact to a first agent having a first skill, and (iii) activate quality 
monitoring (Fig. 1-42 (TP) Transaction "Contact" Processor - paragraph [0031] - 
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lines 1-6, i.e., transaction (contact) file is opened to track time and agent effort to 
address client (customer) concerns but does not forwarding the file to the agent). 

Regarding claim 30, Hodson et al. teach wherein the contact center includes a 
plurality of agents to service a plurality of contacts and further comprising: 

(c) a repeat contact determining agent operable (Fig. 1 - 42, i.e., transaction 
processor, paragraph [0031] - lines 1-3, i.e., functions to identify and track - 
identifier "Re" indicates the same client "repeat contact") (i) to track, for each of 
the plurality of agents over a selected time period (Fig. 1 - 52, i.e., available agents 
list, paragraph [0026] - lines 3-5), a number of contacts serviced by the agent that are 
related to a previous contact serviced by the agent (Fig. 1 - 58, i.e., transaction 
"contacts" list, paragraph [0022] - lines 5-7, i.e., identifier " Re" for transactions 
with the same clients "contacts that are related" - Fig. 1 - 12-14, i.e., clients 
"contacts") and (ii) to maintain, for each of the plurality of agents, an indicator 
indicating at least one of (a) a number of contacts, serviced by the corresponding agent 
during the selected time period, that are not related to a previous contact serviced by 
the agent (Fig. 1 - 58, i.e., transaction "contacts" list, paragraph [0022] - lines 3-5) 
and (b) a number of contacts, serviced by the corresponding agent during the selected 
time period, that are related to a previous contact serviced by the agent (Fig. 1 - 58, 
i.e., transaction "contacts" list, paragraph [0022] - lines 5-7, i.e., identifier " Re" 
for transactions with the same clients "contacts that are related" - Fig. 1 - 12-14, 
i.e., clients "contacts"). 
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Regarding claim 31, Hodson et al. teach wherein the determining agent is further 
operable (iii), when a received contact of a first customer is serviced by an agent, to 
receive from the servicing agent a subject matter identifier indicating a purpose of the 
serviced received contact and (paragraph [0040] - lines 3-5, i.e., servicing agent 20- 
22 provide contact "transaction" identification) (iv), when a later second contact is 
received from the first customer, to compare a second subject matter identifier 
associated with the second contact with the first subject matter identifier to determine 
whether the received and second contacts are related (paragraph [0040] - lines 5-8, 
i.e., subject matter identifier "Re" is used to identify contacts are related). 

Regarding claim 36, Hodson et al. teach the contact center of claim wherein the 
input is further operable to receive a second contact from a second customer to be 
serviced by one of the plurality of agents and wherein the selector is further operable 
(Fig. 1-58 transaction (contact) list - paragraph [0024] - lines 1-3, i.e., second 
contact in contact (transaction) list from a second customer (client 13)) (iii) to 
retrieve agent profiles for a selected subset of the plurality of agents (Fig. 1-50 agent 
selection application - paragraph [0024] - lines 1-3, i.e., transaction list (includes 
part of agent profiles), paragraph [0022] - lines 5-7)) and (iv) to assign one of the 
subset of agents to service the second contact based, at least in part, on a comparison 
of the indicators corresponding to the agents in the subset (Fig. 1-50 agent selection 
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application - paragraph [0024] - lines 4-6, i.e., assigned third contact (new 
transaction) to the same previous assigned agent (subset of agents)). 

Claim Rejections - 35 USC § 103 

7. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

8. Claims 1 1 and 25 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Hodson et al. as applied to claims 1 and 13 above, and further in view of 
McConnell et al. (U.S. Pub. No. 2005/0043986 A1 ). 

Claim 11. A computer readable medium comprising executable instructions to 
perform the steps of claim 1 . 

Claim 25. A computer readable medium comprising executable instructions to 
perform the steps of claim 13. 

Regarding claims 1 1 and 25, Hodson et al. disclose everything claimed as 
applied above (see claims 1 and 13). However, Hodson etal. fail to specifically disclose 
their invention is readily implementable as a computer readable medium comprising 
executable instructions to perform the steps of claim 1 and 13. Although Hodson et al. 
teach the use of many processors in their method and apparatus (Hodson et al. - Fig. 1 
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42-64 (TP) Transaction Processor, (RP) Repeat Processor, (MP) Measurement 
Processor, etc.). 

In the same field of endeavor, McConnell et al. disclose a method and system for 
selecting an agent to service a contact at a contact center, a software-implemented 
method includes an algorithm that manage agent-selection process according to 
variations in call volume (McConnell et al. - paragraph [0016]), and derive the metrics 
for agent's performance evaluation (McConnell et al. - paragraph [0017]-[0019]). The 
advantage of McConnell's invention is all of the computations related for selecting an 
agent to receive a contact are stored on a single computer readable medium and 
executed by a single microprocessor (McConnell et al. - paragraph [0079] - lines 14- 
17). 

Therefore, it would have been obvious to person of ordinary skill in the art at the 
time the invention was made to provide Hodson et al. with an article, comprising: a 
computer readable medium comprising executable instructions to perform their steps of 
method for tracking a contact service by an agent in a contact center. 

Conclusion 

9. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

Fisher et al. (U.S. Patent No. 6,553,1 14) teach a system for automatically routing 
calls to call center agents. 
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Lim et al. (U.S. Patent No. 6,574,599) teach speech recognition based method 
for contact center. 

Coles et al. (U.S. Pub. No. 2004/0008828 A1) teach a system using speech 
recognition to retrieve information in a call center. 

Scherer (U.S. Patent No. 7,215,744) teaches a system performs call processing 
with call screening. 

Boyer et al. (U.S. Pub. No. 2003/0177017 A1) teach a method for customer 
relationship management in contact center. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Khai N. Nguyen whose telephone number is (571 ) 270- 
3141 . The examiner can normally be reached on Monday - Thursday 6:30AM - 
5:00PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Alexander Eisen can be reached on (571 ) 272-7687. The fax phone 
number for the organization where this application or proceeding is assigned is 571- 
273-8300. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Sen/ice Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 




Alexander Eisen 
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